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ABSTRACT

This study investigates factors influencing customer satisfaction with the Government Savings
Bank's Call Center. The analysis examines the impact of demographics, technology acceptance, and
service quality on customer satisfaction. The sample consisted of 400 Government Savings Bank
customers who had used the Call Center. Data was collected using questionnaires and descriptive
statistics (percentage, mean, standard deviation) along with multiple regression analysis. The findings
revealed that, regarding demographics, the majority of respondents were LGBTQ+, aged 31-36, held a
bachelor's degree, were employed in private companies, and had an average monthly income of 25,001-
30,000 baht. Technology acceptance, specifically regarding intention to use the service, perceived ease
of use, and perceived usefulness, significantly affected customer satisfaction at the 0.05 level. Service
quality, including the tangibility of the service, building trust with customers, and understanding

customer needs, also significantly impacted customer satisfaction at the 0.05 level.
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